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Login
https://itsupport.vermont.gov/
Windows Integrated Login will pass your existing Windows credentials and log you in automatically.

Information - Questions/Report Issues

DII Service Desk:
«  Submit a "Request Support” ticket within LANDesk. If you cannot do so, then do the following:
« Call 802-828-6620, option 1, or toll free 1-855-828-6620, option 1
Training Documents: http://dii.vermont.gov/DII Divisions/Customer/Customer Support/Landesk/training

LANDesk Web Desk Toolbar

For those that are members of more than one group, click on the down arrow to
switch groups.

> SRPURR PP PPy ——— Y S R — T
\m N @it @ e PR AT 3 ey -

1Search
K1A3 ke Sowt 40 0N Somw Conw * Q & |
gwﬂ':\“ s A . un—n-m—fu& e basw o0 .
2Search

[Click to view workflow process diagram. ]

-
Click while in a request to launch a new email; the subject will reference the request number and a link to the
. request will be in the body.

g

@ |Click to open the print dialog box and print current request. ]

Click to log off.

% | Click to switch between Web Desk and Self Service. ]

— |

+

Click to launch the help system. ]

p
1-Use the search function to search anywhere in LANDesk — you can search for ticket #s directly here J
&

e =

2-Use the search function in a ticket — you can highlight a field,
and then click on the to search and it will populate with all info
matching highlighted field

Last Edit: 10/06/2015 C:\Users\phil.kerin\Desktop\Incident-Analyst-Guide16.docx


https://itsupport.vermont.gov/
http://dii.vermont.gov/DII_Divisions/Customer/Customer_Support/Landesk/training
http://dii.vermont.gov/DII_Divisions/Customer/Customer_Support/Landesk/training

Dashboard Information

Ticket Statuses

Open - the ticket is waiting for an analyst to be assigned.

In Progress — an analyst is assigned and working on the issue.

Out With Customer - the analyst has asked for more information; the ticket is waiting for a response or action
from the requestor.

With 3™ Party - the analyst needs to work with a vendor/3™ party (perhaps order something). Stops the SLA Clock

Resolved — the work in the ticket has been completed but stays in the resolved status for 5 business days before
actually closing (LANDesk will automatically close after 5 business days). This allows the ability to “Unresolve”
the ticket if the resolution is not accurate, and puts ticket back into the status of “In Progress” needs to be
worked on again.

Survey Completion — This status may appear on Incidents (surveys created in a 1 in 10 ratio). Clock is stopped,
but awaiting END USER to complete a survey.

Closed - The ticket is closed and cannot be re-opened.

NOTE: LANDesk Dashboard is set to refresh every 3 minutes.

Search Functionality

Using the top Search bar to search for the following:

e Ticket number

e Key word
When using the search bar at the top of the toolbar (see below), it will search within the following fields in all tickets for
the key word you entered:

¢ In Incident/Service Requests

o Summary
o Details

e In User Account Requests
o Summary

o Details
o Last name (new hires)
O

Existing User (changes to existing and terminations) ;

| U N -

Canced *+ Q
A =Z

See the Queries Section below for additional queries created to assist in searching for information within LANDesk.

Noticeboard

The Service Desk has permission to add Notices to the Notice Board.
Noticeboard is on the right-side of the Self Service Dashboard. The Noticeboard will include upcoming maintenance and
planned events.

EBU.A T * g B ‘ b °

Stvmrnn Hamber  Sawmay  Semwedt Type  Carvent Maber  Cramtion Sem
nce ebdort (7

| — notice of planned events h__

Rocuan (T

LANSes Ge Uve  Devesmber | 20040

[
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Major Incident

A Major Incident is defined as: a highest-impact, highest-urgency incident. It affects a large number of users, depriving
the business of one or more crucial services. The services may include, but are not limited to: network connection, email,
sharepoint, web portals, etc. For detailed instructions on how to use Major Incident, see section below.
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This message indicates that another analyst or user has this request locked. That analyst/user will need to
cancel out of the request so you will be able to update the ticket.

Depending on your browser settings, make sure to check if you have multiple windows open, one of them may
be the “locked” request.

- hitps/ Znooct yemont gow Seracelak Webiroesded wdd dshboad ceensa=r P-a8CX

When a ticket is open, this locks the request from other analysts being able to add information to the ticket. Please
make sure that you “save & close” or “cancel” out of a ticket when you no longer need to be working in it. Do not

just “X” out of the ticket as that does not unlock it. If you mistakenly forget that you have ticket open, after 20
minutes, the ticket will automatically unlock.

Tickets -- New Incident(Request Support)/Service Request(Request Service)

All requests are submitted as incidents for the DII Service Desk to triage. Based on a review of the ticket by the
Service Desk, a determination is made to either triage the ticket as the incident ticket as received to the appropriate
technical group OR create a service request from the incident ticket. This service request creation gives the ticket a
new number and resolves the incident ticket as "Request created from Incident”. Upon triage completion of the
ticket to the technical group, the analysts in that group will receive an email stating that an incident/request is

awaiting assignment. The email will contain ticket number, the type of request, the user name, phone number and
details.

Tickets = Incidents and Service Requests.

Incident = (FIX IT) user reports when something doesn't work or is broken. This is done by selecting Request
Support

Service Request (Request) = (GET IT) user reports their technology needs or a request service (User
Account Requests are considered Service Requests) This is done by selecting Request Service
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NOTE: Never change the subject line of a notification from LANDesk because that is how LANDesk
identifies with the ticket. Any changes made to the subject line may result in a lost email response.

Submit New Request Support (Incident)

Self-Service Console (Self Service)
From Analyst Web Desk, click on Switch to Self Service to switch to the Self Service Dashboard.

epattbd ty Vies Settings -
You can add ard rerszve Wbt 1 be Sgiayed 0
Corpathity Vew
Add tes nebne:
ek ddad uat A

Webmtes pou've sdded to Conpetisity Ve

Inchude upsated webate % bon MoTeft
Depiay et ses 0 Congoaity View
Deptay a8 webotes o Congalbily hew

You are logged on as Leclerc, Angela  Time zone: (UTC-05:00) Eastern Time {US & Canada) ™ Current group: Service Desk ¥

Search Q"™ logoff =) Switchto Self Service @ Help

**If you are on IE, and do not see this option, you need to edit your Compatibility View Settings

Tools - Compatibility View Settings - Uncheck Display intranet sites in Compatibility View

NOTE: When working with both Webdesk and Self service windows in LANDesk, it's better to switch back and
forth rather than having two separate tabs for each module.

Click on “Request Support” from the Self-Service Dashboard to submit new break/fix ticket (incident — FIX IT)

| VERMONT a iy J
I e T e—
z Arfevance Mamber  Sermvary  Baquest Type  Current Seates  Croation Dase LANDotk "Fnquest Support” GO-LIVE Decarmbier L ‘
g trve Uoer docoure Regiqut * Ll Vied Auress Wecident 3] ALL vew regueds 430 Japeoct il be wibntte
g, ot s  MA T n_: po @ oS i i
Click on “Request Support” to submit a new
ticket
4300 Mandaw teough Friday. 1T you
10 g POotee loaping 3 Bkt
o Wagow Gecideres

phim ol KIN-DS20

If your request is for service, then you can click on the “Request Service” button. (GET IT - this is for purchasing

requests, installations, new firewall configs, etc.)
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[Click on “Request Service” to submit a new }

The screen below will open. Because you are submitting as an analyst, there are a few more mandatory fields that will
need to be filled out before you can submit the ticket.

Save andt choee Er Cares
Veer Damaly — Puidy mareed wibh o are Bandstary (Mondatzey Pelds »asest 19 ctasge based on irfervuton evwres | "
. ' |

|
Insturt Densds — Fiebds marked wem a0 * o Mandatony Slandstony felds SaBect 13 CRINGe LA N nfErmation exieed | -~
........ o .
- ~
et
Uaers Anem Demais "
Carrent Avvigerwnd iy -
L
Tizest I3taveaten

All fields in blue mandatory
(additional fields mandatory
when requesting as an analyst
— Category, group to assign,
and Prioritv)

When to choose “Save and close”, “*Save”, or “Cancel” When Submitting a Ticket:
When finished with the form, you will have the following options.

|- Sove 2o chome || S Il o |

A
[Cancel — Cancels the form and no information will be]

saved that may have been typed.

Save — Saves information and submits the form but will not
exit the form so it will be in a “locked” status until you
either ‘save and close’ or ‘cancel’ out of the saved ticket.

Save and Close — Submit the ticket by clicking Save and
Close. This will close out the form after it submits the
ticket showing that it was logged.
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Analyst Console (Web Desk)
When you are done, click on Switch to Web Desk to go back to analyst dashboard.

muAT_ @ gt B Seerh wim i @ He
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Open/Unassigned tickets for your group

Click on the Home button to view your Main Dashboard. The top query is all incidents and service requests (including
UAR requests) open for your group that are unassigned. You can click on the ticket number and assign the ticket to
yourself.

The bottom section entitled “My Workload” is everything that is assigned to you. Both of these queries will exclude
resolved, closed, and survey completion tickets. Those are available to be viewed on the Queries (see Queries below).
**NOTE: Remember, if you belong to more than one group, you have to check which group you are viewing. Click on

the current group dropdown to change your group. —_
BUA T P S ——— ~.-.} P ————
N By 82 2naew a % B osen it e O

| Qusaries MHene

R ) Y

e . T LANSesk G Uve Desssier & 30348
CrE
T

]

. WAR Parent 340 T please note the pages — you may have to scroll through pages, or click on columns to sort

Request
s different.

@ UAR Parent 350 C
Recuest A ) —
£ On the “Main Dashboard”, everything in “Open

Wisot? AL, for My Group” is unassigned. Only tickets for
your current group will show.
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View Ticket Report
If, for whatever reason, you would like to or need to print the Incident or Service Request, this is how you get a
report summary. .

Click the report icon to view a printable report
of the ticket.

Assigning Tickets

Only one analyst group or one analyst can be assigned at one time to a ticket. Below is information on how to re-assign
if needed, or add Tasks and Child incidents/requests to assist you in completing your work if needed.

Assign to Me for Open Tickets

Click once on the open incident or request to open the
request form and click “Assign to Me”. The request will
disappear from the “Open for My Group”. It will now
be viewed from the "My Workload” section of the
Dashboard.

Assign To Me
Attach Parent Reguest

History "

* Choose a Type

Reassign Tickets

Incident - 187 If Assign to Me exists, you will see an Add Assignment Action.

save and <loze | | Save

actions 2
A Parral Tociden Add assignment here means no analyst is assigned. If you need to assign a different group, you
Assign To Me | would choose Add Assignment here.

Teate kequest from Inciden
Rrsnlve
Add Assignment
At Altechrent
A CC Reapionl
Add Child Inddent
it Note

Triag Measigr

Incident - 184

{-Siwe and close | Save

If the ticket is assigned to an analyst and needs
to be re-assigned to another analyst or

‘:\r"_:g" workgr_oup, for whaFever reason, click on
Triage Assign “Reassign”; and assign appropriate analyst or
1Rate Rec st rom Incdssr
e reae s analyst group.
e *Reason for Assianment will be mandatorv.
With Jecl Bty
Add Afectod Lsar Now Amsigrermt
Add Artachment e — — qQ
Aad CC Reciplent
Add Thila Incdant ———
Add Note
Add Parent Inccont o
Crapte Task
Dutach Creld Incidern
Y wngrade Maos Incoes e c. " (T By taterr, gt
Mistory R’
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When to choose “Save and close”, “Save”, or “Cancel” in Action Forms
When finished with any form you will have the following options:

l Save and dose H Save ” . Cancel l

7|V 7I*

[Cancel — Cancels the form and no information will be saved. }

Save — Saves information on the form but will not exit the
current form.

Save and Close — Click Save and Close to save the information on
the form and return to the dashboard.

Interacting with Requestor in Tickets

Add Note

To interact within the request, use the "Add Note" action. This is used more for general informational purposes;
it isn't necessary for the requestor to respond. When a LANDesk analyst adds a note, this will send notes to all
users on the ticket (rather than selectively choosing requestor or analyst). What this means is anyone added as a
cc recipient will receive all emails. This note will be added to the existing request and all user’s added to the
ticket will receive an email informing them that their request has been updated. Go to the dashboard and click on
the request to open it. You will need to select "Assign to me” in order to add a note to a ticket. No notes get
emailed unless ticket is out of Open status. The note will be added under a “Notes” tab, which will appear at the
bottom of your ticket. If you are requesting more information from the user and wish for them to respond to you,
it's necessary to use the “More information needed” action. See info on that below. (NOTE: Analyst can
selectively choose to unselect a recipient when sending a note, however, by default it will send to all)

1
s -
E»— Z*[Under “Actions”, click “Add Note”]

ahi
AAsy el

¥ e w1 e e

PSR
siahNasd Pxacd s

= A : When finished with the “New Note” details, click “Save and close”
— to return to the ticket.

=

o s P ; s T . - = d |

™ . ;J H A\ n H
T — Click “Save and close” to return to the ticket. ]

tdaw L] LT VAT

422 Asrlamgers,
o al

The dashboard status will not change.

NOTE: Never change the subject line of a notification from LANDesk because that is how LANDesk
identifies with the request. Any changes made to the subject line may result in a lost email response.
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All email correspondence is stored in the “Notes” tab of the request form.

From the “"Home Page”, click on the ticket to see the “Notes"” tab at the
bottom of the request form.

Notes
‘Number « Text By
1 Is George transferring from ancther department? Test
Approver
2 Mo, George is a new user., Rhonda Boudreault State of Vermont - I 802-828-5856 ----- Original Message----- From: DI - Landesk Reguest Sent: Monday, March 24, 2014 10:21 AM To: - Test-Requestor

Boudreault, Rhonda Subject: UAR Request# 28: More Information Needed regarding a Medicaid Analytics New Hire Account Request. Is George transferring from another department?

3 'Will George need additional access? Test

Approver

More Information Needed

Once the ticket has been submitted, the analyst may want more information from the requestor. By selecting this
action, the requestor will receive an email containing the ticket number and what information the analyst is
requesting. This STOPS THE SLA CLOCK, and changes the status to OUT WITH CUSTOMER. It also adds a note
under the Notes tab. The requestor’s reply will also appear under the Notes tab.

T . 1
E - —:[Under “Actions”, click "“More Information Needed”]
ot / e

s “1When finished with the “More Information Needed” details, cIick}

“Save and close” to return to the ticket.

7% FL. e B e, P S 7o s— 55 o

lCIick “Save and close” to return to the dashboard. ]

The ticket status will change to
“With Customer”.

Once the requestor responds, it will be added to the “Notes” tab located at the bottom of the ticket. When the
requestor responds to the analyst’s need for more information, the ticket status automatically changes to “In
Progress” and an email is sent to the analyst. THE ANALYST HAS OPTION TO SELECT BACK FROM CUSTOMER
AT ANY TIME, if they do not want to wait for a response from the requestor, or have waiting too long with no
response.

w

.- Iwer

Mwum“-"hﬁb,‘
Emb ki Curhrn:

The analyst may click on “"Back from Customer”
to proceed with the ticket before the requestor
responds.

‘Dorac M &
~’n:'«v:C=~ﬁ‘
M Wor s Lt

o e

Out with 3™ Party
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This is used by an analyst when work needs to be done by a 3™ party (non-analyst) to complete your incident or service
request. (Example: order software that is requested). You can use the Out with 3™ Party action. It will stop the SLA
Clock, and change the status. You must enter Third Party name, and details — mandatory.

‘ Save and duse Save

New With Srd Party
Actions % Save a1l \loes - [ Q
Add Assigement R .
Lresie Reousst from Inoder
More Info Needed
Resolve
Wil 2rd Fany
A Altachment et
i See below — “Breach Time" field is becomes blank, Clock Stopped is checked, and status changes to
Add Parsant Incident w . ”
Creste Tazk With 31 Party
Declare '.“L.'.'-' ncydant Tichs Irdoemation
Detach <hin Incident Hecyche VoA Sroud |
""“"y 2 Patue VIN Jedd Party
B Croated
ook Stopped” ¥

Assgrmeots  Escolatioo Polats Wimn Jrd Party  Inckdent History

Process Assigmmoent Serial Number « Status Title  User Title Group Title  Nola Title

par schirc Angela Service Dete

When you hear back from 3 party (this is most likely done externally from LANDesk), you can click on “Back from 3
Party”. A new window will pop up — enter details, and click on Save and Close.

Back From 3 Party Window

[ Save and close l I Save
Actions # — - =
ke e o P .
Back From 3rd Party i bac|

Add Attachment

Add Child Incident
Add Mote

Add Parent Incident
Detach Child Incident

History #

Add a CC recipient
If you need to add cc recipients to open incidents/requests, once a ticket has been assigned, you can use the Add CC
Recipient action. The following screen will open. Type in the recipient’s name, and their email address. They will

receive the same notifications as the requestor.
**To add more than one recipient, you will need to click the action button for each recipient you want to add.

They will be listed under the :cc Recipients section at the bottom of the ticket.
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Save and close " New Incident CC Recipient

A Save and close | Save | Cancel Q |
Add Assignment s £ : —
Triage Assign EMail Address:
Create Request from Inciden
More Info Needed
Resolve
With 3rd Party
Add Attachment

Once added, see bottom of ticket for list of cc recipients:

I Add CC Recipient
Add Child incident
Add Note ‘Assignments Escalation Points :CC Recipients: Incident History
Add Parent Incident
Create Child Incident Recipient Title !
Declare Major Incident alice.cloud@state.vtus

Detach Child Incident

Create Task

This action is available when you may be assigned an incident or request to complete, but you need another analyst or
analyst group to complete some work before you can finish yours (example is a new Printer Install assigned to Desktop.
They may need ADExchange to create a new Print Queue on the print server as well as a DHCP reservation). You create
a task for the group, assign them. You will be notified when they are complete. Then you can complete your ticket.
***Note***When creating a task in an Incident, the task is identified in the below tab as a “child incident” rather than a
task. That child incident must be closed before the parent incident can be closed. When creating a task in a service
request the task is correctly identified as a task in the below tabs, however the parent ticket does have the option to be
closed before the task.

Incident - 129

Save and close Save
Actions "
Reassign

Triage Assign

Create Request from Incider

More Info Needed

Resolve

With 3rd Party

Add Attachment

Add CC Recipient

Add Child Incident

Add Note

Add Parent Incident

I Create Task

Declare Major Incident

b I Detach Child Inodent
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Once you save the new Task window (Save and Close), it will close and you will be back in your original incident/service
request. You will now see a new “Children” tab down at the bottom, and the associated Task. Seen below are the tabs
indicating a task has been created for a service request followed by a task created for an incident**NOTE**When
creating a task, the analyst will need to add themselves as the raised user.

e T pep——

'Asslnnm.ntl Children Escalation Peints Parents Incident History

Reference Number = |Title Lifecycle Title Status Title Creation Date
189 created printer task for ADexchange Task Open 11/7/2014 13:58:26

Escalation Points Children Assignments Incident History Open Incidents for my Department

Id Summary |Lifecycle |Status Current Assigned Analyst Current Assigned Group Creation Date - Last Update
1585 testing Incident In Progress Kerin, Phil Service Desk 3/9/2015 08:40:14 3/9/2015 08:41:00

Add Child Incident/Add Parent Incident or Attach Child Request/Attach Parent
Request

Save dod e “ You can use the Add Parent Incident/Add Child Incident actions to associate the tickets with each

"ff“_" % other. (Only one should be the Parent, so pick one Incident to make a parent). This works similar
:ijj:w to Major Incident, in that the Parent ticket assignment/status will drive all children. And when the
Cronte Reauest from Inciaer. PAFENt is closed, all children are also closed.

Moare Info Neaded
Rechve Detach — if you have attached two tickets by mistake, you can use the “Detach Child” task. See

With 3rd Party
Add Attachment
Add CC Recipeent
Add Child Tncident In Service Request —this functionality exists as the create task action
Add Note

Add Paremt Incident

Create Task

Detach Child Incident section below (pg. 13)

Declare Major Incident

Detach Child incdent
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Major Incident

(Not to be used for Notices such as planned maintenance — see Notice Board)

Actions #
Assign to Suggested Groug
Create Request from Incide
More Info MNeeded
Resolve
With 3rd Party
Reassign
Add Attachment
Add CC Recipient
Add Child Incident
Add Mote
Add Parent Incident
Add Reminder
Add Task
Assign To Me

I Create Major Incident
Create Problem

! Detach chidIncdent  Tis functionality is only available in Incidents — not a Service Request.

A Major Incident is similar to what we refer to as our Global ticket in Footprints -- Incidents that affect more than one

user for a major event (example: email is down, or network is down). You can promote an incident to a Major Incident.
You can also attach child incidents that are related or have the same issue, or add Affected Users. (This is only available
in incidents -- Lifecycle = Incident). This will publish the incident to the Homepage dashboard under Major Incidents.

After you assign a ticket to yourself, and status is “In Progress”, you will see an action called “Declare a Major Incident”.
If you click on that action, it will declare the incident as major (this means something is not working that is affecting
many users — similar to our Global tickets in Footprints).

Declare a Major Incident

**NOTE: Only available in incidents — not Service Requests.

Once an Incident is declared as Major, it will publish on the Home page. It will also update the status within the ticket —
Major Incident is checked (see below)

Check status within ticket:
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Ticket Information
Lifecycle: SOV Incident
Status: In Progress
Created: October 30 2014
Updated: October 30 2014
Breach Time November 7 2014

Assign Count: 2
Unresolved? [~
Clock Stopped? [~
Major Incident? v

Declare a Major Incident Steps:

1) Always create a NEW incident (Request Support). Make yourself the requestor. Put in pertinent details in the
summary and details fields.

2) ASSIGN the ticket to yourself — it should not remain in Open status

3) Attach all children that pertain to the ticket

4) Any child attached to a Major incident will also assume the status and assignment of the major incident. (Please
make sure to “assign” the major incident once it's created.) In addition, if you add a note to the Parent (Major
Incident), it will propagate to all children send an email to all child tickets. Closing the parent will close all children

5) UPDATE the ticket as needed — do not let a critical incident sit for hours with no updates. People are checking,
and they do call the Service Desk for updates
a. If you have a proposed workaround or resolution timeframe, please make sure to post it.
6) When incident is fixed, or a sufficient work around in place, you may Resolve the major incident. This should also
close all children that are attached to it. (See guide below for full instructions)
a. DO NOT downgrade the major incident to a regular incident — unless it is clearly not a major incident.
Otherwise, we can't query on it at a later time.

The Major Incident display functions similar to a noticeboard item. This will allow users to view major incidents, but not
lock out the analysts from providing updates to the tickets. Users can click on “I am experiencing this issue”. It will
automatically create and link a ticket to the Major Incident, and will enable updates to the end user as well

e . (e —

acaistion  Lfegcis I8 Raked Sy Creation Dete - Swmemary

Charge 0 Lectery dngels 3202038 L30T

B 1697 - test 812 for major Incident

el C1H1I0 Cutage e T e IaATReg TRt

] Iodert I3 Tesl Recemster 7/9(01% (94808 Aty M card [ogon (o her comgader: bar phone abors 32 Ml het s Wl BRI Sutages s BULN Indundacy &
L} bodert 04 Pem Kinky 79/ 2 Teding
" Modert 06T Mauk Wande /710015 090027 wum
] Bodeet 1801 Bebems, Mo 902018 0930043 Wit skt fuar g
¢ 307 Cloud A 18 DSRS0 Dl et " ' "

» Drodert 1300 Ooud Aks H 2035 0OA%S0 Teltmg #1r1ar MEsiege it eitatet ihe that § sead - TRVE Darsag wis #1697 major test
L} LANDSE 12758 Teal Mecumiior /00 90 16 6 Bk
» Othar 12750 Teah Reguustor /29,2028 135002 it

Email lssues

Weun il WL MY wrubie 1D 30cREs vl

‘« 4 .o crts )

.. .. Cower
scalation  Major Incident - Ufenycle M Raised By  Creation Date - Last Update Last Updase By Summany oty _
" 2

5 - g 3I3LMMS 15270 15 15 W20 % A .1 foo A i - aes L S At ingreds
Serane Request L6307 Red Mt 3502015 152708 47152015 142050 Kerm M fest for Martha - faes hes 550w vp o8 Anbboard In Fngre: badris Logged Tode
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Downgrade a Major Incident

Incident - 165
[Sevnand o <we 1f you declared a Major Incident on the wrong ticket, you can "Downgrade” it back to an incident, so
P , itwill be removed from the Dashboard. Click on "Downgrade Major Incident”

Reassign

Trage Assign

Create Reguest from Inciden

N nfo Needed

Hesolve The ticket will downgrade — the Major Incident checkbox will become unchecked. However, if you
With rd Party attached any children, you may need to “Detach Child Incident”.

Add Affected Liser
Add Attachment

Add CC Recipient ***Tt should be noted that we do not recommend ever downgrading a major incident unless the
:5 ‘;‘J""“ incident incident was originally declared a major incident in error. A major incident should always remain and
O ole

be closed as a major incident.***

Add Parent Incdent
Create Task

Detach Child Incident
Downgrade Major [ncidont

Add a Child Incident

There may be other tickets created by multiple users that are related to the “Major Incident”. You only want one major
incident (like you only have one Global in FP).

When you click on Add Child Incident, it opens a query with a list of all Incidents:
Add Open or In Progress to filter those tickets (so only open or In Progress tickets appear to be attached). (You should
not be able to add closed or resolved incidents)

Aetions ' Add Child Incid
i t
-Add Assignment i il
Triage Assign - Reference Number equals:

Create Request from Inciden ] and Title contains:

More Info Needed sl Lifacycla squals:

Create Child Incident

Resolve
With 3rd Party and Status equals: Open
> Add Affected User Reference Number - Title Lifecycle Title |Status Title |Creation Date
I- Add Attachment 122 1 have a vdh application incident OOTB Incident  Open 10/31/2014 08:34:56
I Add Child Incident 129 Printer Issues Incident Open 11/3/2014 13:23:06
" Add Note 130 1 have a vdh application incident Incident Open 11/3/2014 13:51:41
» Add Parent Incident 131 Outlook will not open Incident Open 11/3/2014 14:02:32
l ) ) 169 Error loging into intranet Incident Open 11/5/2014 12:27:18
 Detach Child Incident 171 Help!! Incident Open 11/6/2014 09:54:13
I-Downgrade Major Incident ‘ ) 2
172 My Manitor isn’'t working Incident Open 11/6/2014 10:46:01
178 incident #3 -- add to major Incident Open 11/7/2014 08:50:55
187 My Siebel App wont come up  Incident Open 11/7/2014 11:11:56
188 test support request incident Open 11/7/2014 13:36:05
Last Edit: 10/06/2015 C:\Users\phil.kerin\Desktop\Incident-Analyst-Guide16.docx
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Click on the Incident that should be attached. You should get a popup that says Action Executed Successfully.

You should now see it under the Children tab of the Major Incident. If the child was in Open status when added, the
Status will change to In Progress (same as Major Incident), and the assignment will also change to the assigned analyst
in the Major Incident:

Incident - 108 Clock Stopped? [
[ Save and close l ‘ Save Major Incident? ¥
Actions A Survey Timeout

Add Assignment
Triage Assign
Create Request from Inciden
More Info Needed
Resolve 129 Printer Issues Incident In Progress 11/3/2014 13:23:06
With 3rd Party
I Add Affected User
Add Attachment
Add Child Incident
Add Note
Add Parent Incident
Create Child Incident
Detach Child Incident
Downgrade Major Incident

Assignments Children Escalation Points With 3rd Party Back From 3rd Party Incident History

Reference Number « |Title Lifecycle Title |Status Title |Creation Date

Adding a child ticket will move the child to In Progress status and assign it to the person/group assigned to the parent.
Notes will apply from the parent to all children.
Closing the parent will close all children.

Add Affected User

If other users call and report that they are also affected by this major incident, you can use the Add Affected User
Action. This creates a separate incident in the background, and will attach the user’s name to the major incident.
Lifecycle will be “Affected User”

If More Info is needed, it will only email the one request you are in. For instance, you “More Information Needed” on the
Major Incident, it will only email the requestor of the ticket you are asking for More Info, and not all others. However,
when Major Incident is resolved, it will add resolution to all children and affected users and will send an email to all
Children and Affected Users.

When you click on the Add Affected User, a new screen pops up where you can choose a user from the dropdown.

Choose a user, and then click on Save & Close

Prva AlTini Tl ey

You will have a new “incident” with lifecycle title (Affected User).
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survey rmeout

Assignments Children Escalation Points With 3rd Party Back From 3rd Party Incident History At

Reference Number « |Title Lifecycle Title |Status Title |Creation Date
191 Application not working Incident In Progress  11/7/2014 14:32:10
192 test incident Affected User  In Progress  11/7/2014 14:47:46

4 I

Detach a Child Incident
If you attached the wrong child to an incident, you need to click into your Major Incident, and click on Detach Child
Incident.

When you click on “Detach Child Incident”, a screen will pop up that only shows attached children to
the Major Incident. Click on the Child you wish to detach. You will get an “Action Executed
Successfully.”

Save and dose Save

| Detach Child Incident

Reference Number equals: |

With 3rd Party

Add Attachmen

o s and Title contains:

:jj r"' riceeod and Lifecycle equals:

e U'r' Incident and Status equals:

Declare Major Incident and Parents Parent equals 184

Detach Child Incident
Reference Number « [Title Lifecycle Title |Status Title |Creation Date
191 Application not working Incident In Progress ~ 11/7/2014 14:32:10
192 test incident Affected User  In Progress  11/7/2014 14:47:46

Resolve a Major Incident

When Major Incident is resolved, you click on the Major Incident. Click on Resolve and enter the resolution.

This will also Resolve all children** attached to the Major Incident, and remove it from the Dashboard. Resolutions
Details are mandatory (and will be copied to all children).

**Note: If a Task was created and attached to a Major incident -- Tasks need to be manually closed before the
Major Incident can be closed)

New Resalution
save and one ~r e Q

Resctitian L)

NoticeBoard

Only the Service Desk can post notices to the Noticeboard. This should be anything we want to notify our users about
that is “planned”. Notices are also posted on our DII website.
e Scheduled maintenance

e Upcoming training
¢ Migration occurring

The following format is used:
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Event:

Who:

When:

What (Service Affected):
Impact:

Contacts:

View Process Workflow Diagram
The process diagram is very helpful for an analyst to utilize to understand where and what the current status of the
request is in. The diagram highlights in yellow the current status and also shows the genealogy of the request
process. See sample on next page.

From Open ticket

W Home W@ Mzl @ Print

Incident - 108
Save and close | | Save Cancel B AN
Actions b User Details - Fields marked an * are Mandatory. ()
Back From 3rd Party Choose Name if you are submittidyor another user: |
Add Attachment . .
Add Child Incident Click on the“re_quest to open it, and”then
click on the “View Process Diagram” icon.

Query view

Queries Al Fegaeats

o bahiianhd Conation Date 1 bwbusert

104 bepesns Lot Upelats i Aebovery
< Mate -

Asigrrvmen User oo
ALy revaer foioag 0

t1l1

Reborerce  Peguest  [Utecytle !m [Darent Statss Caowrnt |Current |mocasessert | Deswrvrant Crostion  « Last [bsach  Bacoleten
Mawler (Ve | Asigred g By | e e T {
| O [ Y s s
Right click a request and then RPN -5
choose "View Process Diagram”. > riracam A T F

.y Chrorit AR Fresi - B4 ey | O m A - NOT- MY i
” — y Fracws s s L A 4
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Click to return
to the request
form.

SLA (Service Level Agreements) within LANDesk

The following should occur:

The current status is
highlighted in yellow.

1) Request submitted by user — default is to medium priority (user does not choose priority)

2) Auto-acknowledgement to end user —

a. By email notification —when Service Desk triages to group, or on Assign to me -- ticket # assigned. SLA

clock is now ticking (resolution)

b. On Assign to Me -- Change status of ticket (open to in progress)
3) SLA clock ticking for resolution (see tables below for Incident and Service Request)
a. Escalation email sent to analyst/group assigned notifying Internal SLA timelines (at 50% of priority

resolution time before internal SLA time)
Color changes to blue.

. At 75% of Request fulfilled/resolution priority time, color changes to
d. At Breach, color changes to -, and email notification goes out to analyst’s/group’s supervisor that ticket

has breached.

Incident:

. Published External -
Priority Resolution
Critical 2 business days
Urgent 3 business days
High 5 business days
Medium 7 business days
Low 10 business days

Last Edit: 10/06/2015
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Service Request:

Published External --
Request Fulfilled --

Priority Resolution/
Completion
Urgent 3 business days
High 5 business days
Medium 7 business days
Low 10 business days
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SLA Ticket Information:

Tieket Infarmation
lifecydie: SOV Incident
Status i Progoess
Created: Oclobes 30 2014
Updated: October 30 2014
Breach Time November 7 2014

Assign Count: 3
Unresoived?
Zlock Stopped? I
Major Incident? |

SLA Dashboard escalation view:

« 021831
« 021558

= 124431

* Group 10 Assign: Senvice Desk
* Priority: 4-Medium
By: Laclerc Angsla

By: Leclerc Angela

Escalation Class  Lifecycle Jd  Raised By  Assignment « Title Status -
Date
2 Request UAR Parent 239 Lecherc 7/10/2014 15:24:56 new Hire - Sally B Smith - testing AFG  Awaiting User
Request Angsla form Complation
L] Request UAR Parent 242 Lechrc, 7/23204 (07:53,04 test DVHA Accounts Awaiting User
Request Angsia Compiation
Request ADExchangs 355 Test- 9/25/2014 080408 Change - P. Kenn - add account In Progress
Requestor
Requast ADExchange 432 Test 101672014 Alice needs AD & tmail Out with Custorner ¢
Requestor 08:52:20
? Incident SOV Inoders 34 ¥eon, #hil 10022/2014 Need a new distribution list Resohed
135322
B Incident SOV incdernt 37 lLegclec 10/22/2014 % Resohved
Angela 143705
o Request S0V Senvice 465 Kern Phil 10/23/2014 attempt to triage to service request In Progress
Request 10:2234
Incident SOV Inckdent 43 Test- 10/2372014 test incdent Resolved
Requesior 111812
Request LANDesk $18 Test 10/28/2014 neod landesk analyst Out with Customer x
“ L O Frawe 10

Escalations are based on Priorities — see tables above for resolution times for each priority.

® Escalation email sent to analyst/group assigned notifying Internal SLA timelines (at 50% of priority resolution time

before internal SLA time)

® At 75% of Request fulfilled/resolution priority time

@ Ticket has BREACHED. You have not met the SLA.

Last Edit: 10/06/2015
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Resolve (Close) a Ticket

Une Fiadds warkad e an e Mandsry. (Mo 31 Setpct 13 Cd
MO0 Nare 11 vt won st dheg for wvorter v [EEEERIEEDTORE

Tl Addems Angelal suivri @ date stvy

_,_'.";mm.,..g 7 When finished with the
I A s request, click “Resolve”. -
el 2asayrenan)

! “hnnsy, S

COueadw e

Assign To Me

:mmmmﬂ Attactyrere | D

o gy “Calegoey; Serica Desk

i opscin Unars ot Duds -

X ‘ a ' e

- Curremt Artigumere Dees - >
e A Aragr Lacher, Angen roup: Sevwe Dok

Resolution Details are required — please enter useful information as it will be stored for future reference.

& |NewResolution
™ | Saveand close || Save [ cancel |

u Details:

Enter the Details (resolution)
and click “Save and Close”.

Resolved: November 10 2034 « 10:08:00
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[ [onst 3
i Liomemeitm —— To exit the resolved e
g vy JTETT ticket, click “Cancel”. i o N

'3 [ ] Ity ey T e T Py

”“";7‘.' - " \ * Pronw Raarher B0) 0% 080D
¢ Peq w3t Deeate L - -
The history of the entire
A gt request can be viewed B
; here.
Akt . Mnnn;-uﬁ-n "
S x The status will now be “Resolved”. This is viewable on All
o Incidents or All Requests Queries. LANDesk will automatically
_ “Close” the request after 5 business days. If you need to

“Unresolve” click to open the ticket, and follow instructions
below.

This is the query view in All Requests/All Incidents.

Unresolve (Reopen) a Ticket

Incident - 37 ) . ]
A "Resolved” ticket stays in the resolved status for 5 business days before actually
[ Save and close ] [ Save closing. (LANDesk will automatically close). This allows the ability to “Unresolve” the
. issue or service request if the resolution is not accurate, and puts ticket back into the

I = status of “In Progress” needs to be worked on again.
I Unresolve

Add Attachment When in “Resolved” Status, a Resolutions tab will appear at the bottom of the ticket. You

¢ I Add Child Incident will also have a new “Closed” action. (You can closed at that time, but it will NEVER be
Add Parent Incident able to be “unresolved”.

Detach Child Incident
Once a ticket is moved to “Closed” status, it cannot be reopened.

Assignments Resolutions Closures Escalation Points Incident History

Serial Number

1

Closed tickets will have a Closures tab at the bottom of the ticket in which you can view the details typed when a
ticket was closed. You would open the ticket you are interested in and then scroll to the bottom of the screen. Click
on the word “Closures” and the description information will appear regarding that requests closing.
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IParents Email Account Assignments Bscalation Points

Reference Number Description
20035 Added to mobile users grouop Joe.Mullins  ADExchange 2/25/2015 07:54:52

Closed By Group Date Closed -

When LANDesk automatically closed the ticket, when you click on the closure, you will see this:

Closure -1
Conent || Q0
Clossrw "~

Sumanaey Mdo Closod iy Systom

Survey Completion

Complete Survey is primarily for our end users — do not complete survey on yourself if you are the analyst. If you are
a requestor, and another analyst performed the work, then okay to complete survey.
Otherwise, just cancel out of the screen or click on Save & Close.
Survey goes out 1 out of 1 incidents/service requests closed.
LA * Q ﬂ
Uner Datacte - Fietdn muartad wih an ' are Weesuiocy. Vastdaney febds Sumst 0 CUTMGPE SEINE &1 SARTTLEEY SINTVE ) ~
L]
hop
e n —
e Uy Aanst Daidan " L]
: Cutrmm Aangaves [ntah L
‘TN Thonmt v v L)
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Queries (Reporting)

Since go-live, we have made a few queries to help analysts work on their tickets and search for information.

User Lookup Query

If you're looking up information on a user, their role, tickets they’ve submitted, this is the query to use. If the user’s
name did not get entered in the details, or summary, you will not be able to find it in the main search box (above). You

should use this query instead.

| Queries User Lookup
| E1 Al Incidents Title equals  End User
| E1 Al Requests of  Title contains:

| &1 UAR Requestor List
& Tickets by Lifecycle

| B Tickets for My Group
& Tickets Resolved

] User Lookup

Title Email Address Department Phone

Type in the name of the person you are looking for:

End User List
N Title equals End User

or  Title contains: dubuque

Title Email Address Department

Dubuque, Fred Fred.Dubuque@state.vt.us

Dubuque, Deb Deb.Dubuque@partner.state.vt.us
SAS -1IT

Dubuque, Al Al.Dubuque@state.vt.us
~ Select the user:
End User - Dubugus, Al
Save and choss Cave neol Q
End Usar
fuk Name Dubugue. A
Login 10e A Du

Fmad Address
Phone
Mcbile Fhone
Department: SAS -1
Employesile 18545
Address
Acoount Disatied
Metwork Logine  Hols  Tickets for User
* Network Login

vsms Al Dubug e

Phone

The query comes back with info on the user. The network login account they authenticate by, roles they are added to
(requestor/approver/analyst), and finally Tickets for User. Tickets are sorted by creation date — most recent is at the top.

Tiehues for User

Aewaning Active Directory Acoourt Senace Desk

Ceation

Dyed Sarvics Dk
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In addition, if you want to see all UAR requests in relation to the user, click on the My UAR Tickets tab.
Analyst
Full Naense Haima. Cangs

Login & CandlHalme
Telephoos

Mobile Phans:

Emal Addvess CanduHalmedtate s
Employeskx 31414
Department: O - Service Desk

Agency: Vines
Address
Sysaem Settings

Notfication Method Roth

Accoant Dsadled

Natwork Logine  Roles  Groups  Tickets for User

LANGezk  New Hre 12 12/5/2014 155827 New Hire starting 12/13/14 - Candh Haime TJosed  Vansuch, Basil LANDesk Admins 1248/2014 11:2300
ACD Fhone  New Hie 11002 12/5/2014 15:32:54 New Hire starting 12/15/14 - Canchi Halme Closed  Hardaker, Rhonds ACD 12/15/2014 073419
ADExchange New Hire 11005 12/5/2014 1532:54 New Mire starting 12/15/14 - Candh Malme Closed  Fortin. David ADExchange 12/5/2014 15:58:27
W otaw o

Open tickets in my department

By clicking on user details section (see above), it will take you to a new screen. If you click on the tab entitled “"Open
tickets for my department”, it should report all tickets currently open for users in your department (this assumes that the
information in Active Directory is correct and updated).

Anatpin - Ledeee, Argels
D e Cament
Samw 1

L
L
ot iame sz
LRIt Do Lo
Touwhere S LS
Webde Stoee
Tl dcddwin ArgalalscheriSveTrae guy
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All Requests/All Incidents

The “All Requests or All Incidents” query allows you to perform searches for your analyst group, status, by date, etc. by
filling in the top area using the drop downs. (You may need to press enter)
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Tickets By Lifecycle Queries

Tickets by Lifecycle — sorts the open tickets by lifecycle (incidents, service requests, and UAR workflows)
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Tickets for My Group Query

ALL tickets currently assigned to your group, or members of your group. Remember, if you belong to more than one

group, make sure you choose the correct group from the dropdown.
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Remember, if you want to go back to your Main Dashboard, click on the Home button.
Last Edit: 10/06/2015 C:\Users\phil.kerin\Desktop\Incident-Analyst-Guide16.docx

28



Resolved Tickets Query

This allows you to run a query on resolved tickets across all lifecycles (Incidents, Requests, User Account Requests) by
analyst, or groups within a specified time period.
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Right click access to ticket

By right clicking on a ticket in a queue, you can display several quick actions which you can use without having to open
the ticket.
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